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Introduction
Overview of business case
Maldiva Ltd. is a fast-growing retailer of consumer electronics with 30 physical locations and a profitable online site. Although the company's sales have increased significantly in the last year, its current information systems have not kept up with the company's growth. The company now uses antiquated and disjointed systems that impede strategic decision-making, lower customer happiness, and cause operational inefficiencies.
A contemporary information system that can integrate corporate functions, automate repetitive tasks, enhance data accuracy, and enable future expansion is necessary as the firm grows. Maldiva Ltd. will be able to maintain high standards of customer service and regulatory compliance while streamlining processes by investing in an integrated digital solution.
Key challenges
The business case identified several major operational issues: -
· Stock errors are caused by manual inventory management.
· Inventory in real stores and online is not well integrated.
· Effective customer relationship management is hampered by disconnected customer databases.
· Inaccurate and out-of-date information is produced by manual reporting procedures.
· Insufficient corporate intelligence in real time to support managerial choices.
· GDPR compliance and data security are lacking.
· The departments of sales, finance, inventory, and customer service don't communicate well.
These problems have a detrimental impact on long-term competitiveness, profitability, customer satisfaction, and productivity. As a result, putting in place an integrated information system is now strategically essential (Laudon and Laudon, 2022).
Evaluation of Existing Systems 
Analysis of current information systems
Instead of using a single integrated platform, Maldiva Ltd. today employs a number of standalone systems that function independently. Spreadsheets and various tools are used by each department to manage its own data (O'Brien and Marakas, 2019).
Inventory Management
There is little automation in the manual inventory tracking process. Inconsistent inventory records result from physical establishments updating their goods independently of the internet platform (Stair and Reynolds, 2020).
Problems Include: -
· Stock discrepancies
· Overstocking
· Stock shortages
· Manual stock reconciliation 
This results in customers ordering products that are unavailable damaging the company reputation.
Customer Relationship Management (CRM)
Information about customers is dispersed over multiple separate databases (Rababah, Mohd and Ibrahim, 2011).
Consequences include:
· No complete customer profiles
· Limited understanding of purchasing behaviour
· Poor customer service
· Inability to personalise marketing campaigns
· Slow complaint resolution
Without a central CRM database, employees cannot access accurate customer information quickly.
Reporting Systems: - 
Spreadsheets are currently used by managers to compile reports.
This approach suffers from:
· Human error
· Duplicate data
· Outdated information
· Slow reporting
· Limited business analysis
Management cannot monitor business performance in real time, making forecasting and planning difficult (Turban, Pollard and Wood, 2018).
Security and Compliance
Current systems lack modern cybersecurity features.
Weaknesses include:
· Poor access controls
· Inconsistent data storage
· Limited auditing
· Increased cyber risk
· Potential GDPR violations
If security isn't improved, Maldiva Ltd. may face fines and harm to its reputation.
Inefficiencies & gaps
There are several serious flaws in the current information systems (Kulu et al., 2022).
 Lack of integration
Departments function autonomously, with minimal system-to-system connection.
Employees repeatedly: -
· Enter the same information
· Transfer file manually
· Correct duplicate records
· Resolve conflicting data
This lowers productivity and raises labour costs.
Poor data quality
Because information is entered multiple times into different systems, inconsistencies frequently occur.
Examples include: - 
· Different stock levels
· Missing customer records
· Duplicate customers account
· Incorrect sale figures
Poor-quality information leads to poor business decisions.
Limited scalability
The current systems were designed for a much smaller organisation.
As Maldiva Ltd. expands: -
· More stores will increase complexity.
· More online orders will require automation.
· Additional employees will need secure access.
· Greater data volumes will require better infrastructure.
The existing systems cannot support future growth efficiently.
Recommended solution 
Proposal information system 
The recommended solution is the implementation of an integrated Enterprise Resource Planning (ERP) system combined with a Customer Relationship Management (CRM) system and Business Intelligence (BI) tools (Xu and Dang, 2021).
Every department would share a central database instead of running separate systems.
The ERP system should include: -
· Inventory Management
· Sales Management
· Finance
· Procurement
· Supply Chain Management
· Human Resources
Advanced reporting and analytics would be provided by BI software, and customer interactions would be managed via the connected CRM module.
Because they provide scalability and integration, cloud-based solutions like Microsoft Dynamics 365, SAP Business One, Oracle NetSuite, or Odoo ERP would all be appropriate choices.
Justification for the recommendation
Improved inventory management
Stock levels would be automatically updated by the ERP inventory module whenever: - 
· A consumer makes an online purchase
· A product is offered for sale in-store.
· Suppliers deliver the stock.
· Items are sent back.
This gives each site access to a single real-time inventory database.
Benefits include: - 
· Reliability of stock visibility
· Decreased shortages of stock
· Reduced expenses for inventory
· Quicker order fulfilment
· An increase in client satisfaction
Inventory records would no longer need to be manually reconciled by staff members.
Better customer relationship management 
A single client database would be produced by an integrated CRM.
The system would log: -
· History of purchases
· Consumer inclinations
· Returns of Complaints
· Marketing exchanges
This enables employees to provide more individualised client support.
Marketing departments might develop focused advertising campaigns based on consumer purchase patterns, boosting revenues and client retention.
Purchase records were instantly accessible to customer support agents, which shortened the time it took to resolve complaints.
Enhanced Decision-Making
ERP-integrated business intelligence solutions would produce reports and dashboards in real time. 
Managers could monitor: - 
· Sales performance
· Product demand
· Inventory turnover
· Profit margins
· Customer behaviour
Management would have immediate access to precise data rather than having to wait days for manually created spreadsheets.
This enhances forecasting and promotes evidence-based decision-making.
Increased Operational Efficiency 
Automation would replace many repetitive manual tasks.
Examples include: -
· Automatic invoice generation
· Inventory updates
· Sales reporting
· Purchase order creation
· Financial reconciliations
Employees would spend less time performing administrative work and more time focusing on customer service and strategic activities.
Improved data security 
Advanced cybersecurity features offered by contemporary ERP systems include:
· Access control based on roles
· Multiple-factor verification
· Cryptography
· Trails of audits
· Backups that are automated
The possibility of unwanted access is greatly decreased by these features.
Because customer data is safely kept in a controlled environment, GDPR compliance is also enhanced (European Union, 2016).
Scalability 
Cloud ERP systems are made to expand with companies.
As Maldiva Ltd. grows:
· It is simple to add new stores.
· It is possible to create more users.
· Storage capacity grows on its own.
· It is possible to integrate new business functions.
Over time, this safeguards the company's investment.
Cost Effectiveness 
Implementing an ERP requires a significant upfront expenditure, but the long-term advantages exceed the expenses.
Saving will arise from: - 
· Reduced manual labour Lower
· inventory losses 
· Fewer customer refunds 
· Better forecasting 
· Increased productivity 
· Reduced IT maintenance 
· Improved operational efficiency
Because the software vendor manages the servers, cloud solutions help save infrastructure costs.
How the Recommended System Improves Business Performance (Panniello, Gorgoglione and Tuzhilin, 2016)
	Business Area
	Current Situation 
	Proposed Improvements 

	Inventory 
	Manual updates
	Real time automated inventory 

	Sales
	Separate systems 
	Integrated sales platform

	CRM
	Disconnect database's 
	Centralised customer records

	Reporting
	Manual spreadsheet 
	Real time dashboard 

	Security 
	Weak access controls 
	Role-based security and encryption 

	Compliance 
	GDPR risks
	Improved compliance management 

	Decision-Making
	Slow and inaccurate 
	Real-time analytics 

	Customer Service 
	Missing purchase history 
	Complete customer imformation



Implementation Plan
Successful implementation requires careful planning (Alexander and Faludi, 1989).
Phase 1: Requirements Analysis
The project should begin with analysing organisational requirements.
Activities include:
· Interviewing department managers
· Reviewing current workflows
· Identifying business requirements
· Defining project objectives
· Establishing project timelines
This phase ensures the selected ERP system meets organisational needs.
Phase 2: System Selection
Potential ERP vendors should be evaluated using criteria including:
· Functionality
· Cost
· Security
· Scalability
· Technical support
· Integration capabilities
· Ease of use
A pilot demonstration should be conducted before final selection.
Phase 3: Configuration and System Design
The ERP system of choice should be set up in accordance with business needs (Kumar and Van Hillegersberg, 2000).
This comprises:
· Permissions of the user
· Workflows in business
· Categories of inventory
· Client databases
· Accounts for money
· Procedures for sales
Configuration increases efficiency while ensuring that the system represents current business processes.
Phase 4: Migration of Data
Care must be used when transferring existing data (Morris, 2012).
The following should be included in data migration:
· Records of customers
· Details about the product
· Inventory information
· History of sales
· Records of finances
To enhance data quality, duplicate and erroneous records should be eliminated prior to migration.
Testing should confirm that all data has been sent accurately.
Phase 5: Integration
The following should be integrated with the ERP system:
· platform for online shopping
· Systems of payment
· Systems of suppliers
· Scanners for barcodes
· Point-of-sale systems
Integration enhances departmental communication and gets rid of redundant data entry.
Phase 6: Staff Training
Adoption success depends on employee training.
Training courses must consist of:
· Navigation of the system
· Management of inventories
· CRM features
· Tools for reporting
· Security protocols
User manuals and practical workshops ought to be offered.
Continuous technical assistance will boost user confidence.
Phase 7: Examination
The system should go through extensive testing prior to full deployment.
Testing must consist of:
· Testing for functionality and security
· Evaluation of performance
· Testing for User Acceptance (UAT)
Before launch, any problems found should be fixed.
Phase 8: Implementation
Deployment may take place gradually as opposed to all at once (Haber and Carmeli, 2023).
Business impact is minimised with a gradual rollout.
For instance:
· Head office
· Five test shops
· The remaining shops
· Internet-based platform
Throughout implementation, there should be constant observation.
Phase 9: Maintenance and Continuous Improvement
The system should be regularly monitored after implementation.
Among the activities are:
· Updates for software
· Monitoring of security
· Evaluations of performance
· User comments
· Enhancements to processes
Frequent evaluation guarantees that the system keeps achieving corporate goals.
Potential Challenges 
There could be several implementation risks.
Employee Opposition
Changes to well-known systems may be met with resistance from employees.
This can be decreased by:
· Interaction
· Instruction
· Support from management
· User participation
Data Migration Errors
Poor-quality historical data could create problems.
Solutions include:
· Data cleansing
· Validation testing
· Backup procedures
Budget Constraints
Implementing ERP can be costly.
The business ought to:
· Create a budget that is reasonable.
· Set important modules in order of importance.
· Think about implementing things gradually.
Technical Challenges 
Specialised knowledge may be needed for integration with current systems.
Implementation risks can be decreased by collaborating with knowledgeable ERP experts (Seyyedattar, Zendehboudi and Butt, 2020).
Conclusion 
The information systems in place at Maldiva Ltd. are no longer equipped to accommodate its quick expansion. Customer satisfaction and operational efficiency are being significantly impacted by manual inventory management, disconnected customer data, ineffective reporting procedures, inadequate security, and poor system integration.
The best option is to implement an integrated cloud-based ERP system with CRM and business intelligence capabilities. Automating corporate procedures, increasing inventory accuracy, centralising customer data, bolstering data security, supporting GDPR compliance, and offering real-time information for managerial decision-making are all benefits of the suggested system.
Long-term advantages include lower operational costs, more productivity, better customer experiences, stronger regulatory compliance, and improved scalability, even though deployment necessitates financial commitment and organisational change. Maldiva Ltd. will be in a strong position to accommodate future growth while preserving effective and customer-focused operations by implementing an integrated information system.
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